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Remedy Hybrid Mid-Tier Ticketing System

These instructions should assist you when logging onto the Remedy Hybrid Mid-Tier Ticketing
System. If you have any problems, please contact the DTS Service Desk at (916) 464-4311
(CALNET 433-4311) or send an email to: DTSHELP@DTS.CA.GOV

To obtain authorization to use the system, a Request for Service form DTS 098 must be submitted
to your Customer Relations Representative. The section titled "Summary of Request" must
include the following information for each person requiring access: First and Last name, complete
telephone number and email address.

Login Procedure

You can access the Remedy Hybrid Mid-Tier Ticketing System at: HTTP://SDP.DTS.CA.GOV or at
the Department of Technology Services Homepage at: WWW.DTS.CA.GOV , and selecting
Customer Resources, Customer Services, and then Service Desk Tickets. From there you can
either log into the Mid-Tier or view the procedures.

To log into this system, enter your User Name* and Password (Case sensitive) and click on
Login.

* The first letter of each name must be capitalized, e.g., Joe User.

You will have Read-Only access. If you need to update a ticket, please contact the DTS Service
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Remedy Mid Tier 6.0

Welcome

User Name* I..In:ue ser

Pasgsword |"---.

Authentication |
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( Leave blank >

Login | Clear |
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USER OPTIONS

v Buifging and supperting California’s techaology infrastructure,

Department of Technology Services  Service Desk

e The following window will appear with a menu selection to choose from.

at DTSHELP@dts ca.goy or call [916) 464-4311 [CALMET 433-4311) for assistance.

Laogout Submit a Service Desk Ticket

Search for My Open Tickets

Search for My Group's Referred Open Tickets

Search for My Organization's Open Tickets

Search for My Organization's Clozed Tickets for the Last 30 Days

Bemedy Service Desk Ticketing System Procedures

My Open Tickets

10 entries raturned - 10 entries matched

The following links will allow you to submit a new ticket, zearch for open tickets, or search for tickets that were closed
within the lagt 30 days. If you need assistance, please contact the Department of Technology Services, Service Desk

Requester .. | |Assigned To | | Auto-close
« Caze ID+ s Organization Summary Category i Status (Time
HOOO00000243278 Linda Pratt Dby 123 1 Service Desk 1=
HDUDDUDDU2432?‘SE Linda Pratt | DMV | 456 Hardware Service Desk | Mew
[ oice/T elecom)
HDO000000243287 | Linda Pratt | DM | test best |Hardware Service Desk | Assigned |6/M12/06 9.54:33
| | Metwork |
HDOO00000243235 | Linda Pratt (DM |abs 123 Hardware Service Desk |New
I ebwiark,
HDO000000243292 | Linda Fratt Dy 1234232 |Apps Telecomm | Service Desk | Assigned
HDOO000000243299 | Linda Pratt EDMV 123 |Hardware Service Desk Azsigned
| | [WoicesT elecom)
HOOO00000243307 | Linda Pratt (DM testing mid-tier2 | Hardware Service Desk Assighed
I ebwiark, |
g [T =T | TR | [ P P e ™=

Refresh Dretails

e Click on one of the available selections.
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Buifding and suppartimg California’s techmology I

Logout Submit a Semvice Desk Ticket

Search for My Open Tickets

Search for My Group's Refered Open Tick

ets

Search for My Organization's Dpen Tickets

Search for My Organization's Cloged Tickets for the Last 30 Days

Remedy Service Dezk Ticketing Svsten Procedures

The follawing link.s will allow vou to zubmit a new ticket, search for

withir the last 30 daysz. If you need assistance, please contact the
at DTSHELP®Edts. ca.gov or call [(916] 464-43171 [CALMET 4332-43



Submitting a Ticket

Overview

e A Service Desk ticket is used to request assistance or to report a problem regarding services
provided by the Department of Technology Services. After providing the requested
information and clicking on the Submit button, a ticket is created in the Remedy ARS System
and an email message is sent to: DTSHELP@DTS.CA.GOV notifying the DTS Service
Desk of a ticket submission.

Department of Technology S

“ Buifding and supparting Callfornia’s techmology i

The follawing linkz will allow vou to zubmit a new ticket, search for
within the last 30 days. If you need azsistance, pleaze contact the
at DTSHELP®Edts. ca.qov or call [(916) 464-42311 [CALMET 433-43

Liogout @it a Service Desk Ticket

Search for My Open Tickets

Search for My Organization's Open Tickets

Search for My Organization's Closed Tickets for the Lagt 30 Days

Remedy Service Desk Ticketing Systemn Procedures

CREATING A NEW TICKET

e Select Submit a Service Desk Ticket.

A form will be displayed. (Several default values will be automatically entered for you. If
These are incorrect, you can type in the correct information.)

e Each field contains a label that identifies whether it is a required or optional field. All
required fields are BOLD and must be completed before a ticket can be submitted.

Information can be entered in most fields by typing directly in the box provided; however,
some fields provide a drop-down button for your convenience. A selection must be made
from the drop-down menus in the Category, Type, and Item fields. You cannot type an
entry into these three fields.

e Click the Submit button to submit the ticket. You will receive a Submit Successful
statement, the entry identification number assigned to the new ticket and a message that the
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CREATING A NEW TICKET (CONTINUED)

Department of Technology Services  Service Desk

Buffaing and supporting Caiifornia’s technology infrastructure.

BOLD fields must be completed before a ticket can be submitted. Click on arrows (v) to make your
selection from the Drop Down Menus.

Full Name
|Linda Fratt

[Mo action iz required. Thiz field iz a atically filled in.]

Ernail Address
ITcn:Id Fazterskiieidiz.ca gov

Phone Humber

|EI‘I B-657-7260

[Mo action iz reguired. Thiz field iz automaticayilled in.]

Urgency

| Lo -

[A zelection has been made far you. IF this iz nofthecorrect selection, pleaséslick on the drapdawn

armov located to the right of the field and select the corec ety |

Casze Tupe

| Probler =]

[& selection has been made for wou. [F thiz iz not the correct zelection, please chick on the drop down i .
arrow located bo the rght of the field and select the comect Severiby.] BOLD fields are required
Category

['ou muszt zelect an item from the Category drop down before you can complete the Tepe anditem fields

Type

| =l
[7'ou must complete the Category field before selecting making agelection from this grdp down field.]

Item

I |

[¥ou ruzt complete the Type held before selecting making a zelectiopAtam thiz drop down field.]

Metwork [D

[Thiz field iz optional. Please enter the Router D, IR &ddress, MAC Address, Server Mame, DNS Mame,
Terminal ID, Prinker 1D, Line 1D, Cluster 1D, Contpatfer 1D, or any other information that iz pertinent.]

Problem Description

[Pleaze enter a brief dezcription of the problem. Thiz field iz imited to 128 characters maximum,
If you need mare room, please uze the Additional Information field below.]

Additional Information

Submit Logout Cancel




SEARCH FOR MY OPEN TICKETS

Logout

To view your current open tickets, click on the Search for My Open Tickets selection. A

window will be displayed showing all tickets. All searches will display the total number of
tickets found at the top left corner of the window and state which search you are performing.
To view a ticket, highlight the ticket and click on the Details button.

—

Department of Technology Services

3 Building and supporting California’s technology infrastructure,

Service Desk

The following links will allove pou to zubmit a new ticket, search for open tickets, or search for tickets that were clozed
within the last 30 days. If you need assistance, please contact the Department of Techhology Services, Service Desk
at DTSHELP@Edts ca goy or call [916) 464-4311 [CALMET 433-4311) for assistance.

Submit & Service Desk Ticket

< Search for My Dpen Tickets >

Search for by Group's Refemed Dpen Tickets

Search for My Organization's Open Tickets

Search for My Qrganization's Cloged Tickets for the Lazt 30 Days

Femedy Service Desk Ticketing System Procedures

My Open Tickets

10 entries returned - 10 entriez matched

i e | \Azsigned To | Auto-cloze ﬂ
az i Organization _ Summary Category i ' Status Frmed
HDOOOOAGa43P8TERE Fiall | DMV 123 1 Service Desk  |[New
HDOODDON0243273| Linda Pratt DMy 456 |Hardware |Service Desk | New T
[%oice/T elecom] B
HDOO0 o e [ikft test test | Hardware |Service Desk BTSSR BTG 0.54:33
| | | | Hetwark, 1A
HOO00000024 3295 | Linda Pratt DMy abc 123 | Hardware |Semvice Desk [New
I etk
HDO000000243292 Linda Pratt [N]% LT | 1234232 |&pps Telecomm | Service Desk | Aesigned
HOO0000002432939 | Linda Pratt Dy 123 |Hardware |Service Desk. | Assigned [
| | | | MWoice/T elecom) | |
HDO00000024 3307 | Linda Pratt [n]% L testing mid-tier2 | Hardware |Service Desk | Assigned
M etwrk,
[ LT T T U Ul B o U e MO (AN o YY Fidy | RS E s | o I T s { o R ey | h L R | ﬂ
i3

Al 7~ N\
Refresh | (Details| ’




SEARCH MY ORGANIZATION’S OPEN TICKETS

e This will display your Organization’s Open tickets.

Department of Technology Services  Service Desk

. Builaing and supperting California’s technology infrastructures,

The fallowing links will allow wou to zubmit a new ticket, search for open tickets, or zearch for tickets that were closed
within the lazt 30 days. If you need aszistance, pleaze contact the Department of Technology Services, Service Desk
at DTSHELP@dtz. ca.goy or call [316] 464-43171 [CALMET 423-4311] for aszistance.

Logout Submit 5 Service Desk Ticket

Search for My Open Tickets
Se : Tickets

Search for My Organization's Open Tickets
e — E—

Search for My Organization's Cloged Tickets for the Last 30 Days

Remedy Service Desk Ticketing System Procedures

My Organization's Open Tickets

11 enties returned - 11 entries matched

« Casze 1D+ Eg:‘:is‘e' ' Summary Category Ef::ﬂ;'fd To Status Auto-close Time E
HDOO0O0O0243278 Linda Pratt 123 1 Semvice Desk [Mew
HOOO0000024 3279  Linda Pratt 1456 Hardware Service Desk | Hew
[ oiced/T elecam] | |

HDO00000024 3287 | Linda Pratt | test best Hardware Metwork, | Service Desk Assigned Eﬂ 2/06 3:54:33
HDO000000243235| Linda Pratt labz 123 Hardware Metwork. | Service Desk | Mew
HDO00O00024 3238 | Linda Pratt 1234232 Appz Telecomm Service Desk | Assigned
HDOO00000243299 | Linda Pratt 123 Hardware Service Desk |Agzigned

| | [ oicedT elecom] | ||
HOO000000242207 | Linda Pratt | testing mid-tier2 Hardware Metwork, | Service Desgk | Azzigned
HDO00000024 3326 | Linda Pratt | testing rmid-tier Hardware Metwork, | Service Desk | A ssigned
HDO0OD000243328| Todd Pasterski Pazs Metwork, [D to | Environment Service Desk | Resokved B/21/06 11:24:30 j
4 2

Refresh | Details




SEARCH MY ORGANIZATION’'S CLOSED TICKETS FOR THE LAST 30 DAYS

e This will display your Organization’s tickets that have closed in the last 30 days. If you need
to view tickets that are older than 30 days, call the DTS Service Desk at (916) 464-4311.

Department o/ Technology Services  Service Desk

Building and supporting Califarnia’s technology Infrastructure,

The fallowing linkz will allow you to submit a new ticket, zearch for open tickets, or search for tickets that were clozed
within the lazst 30 days. If pou need assistance, please contact the Department of Technology Services, Service Desk
at DTSHELP@dts. ca.gov or call [316] 464-4317 [CALMET 433-4311] for assistance.

Logout Subrmit 8 Service Desk Ticket

Search for My Open Tickets

Search for My Group's Referred Open Ticketz

Search for My Organization's doen Tick st

Search for My Organization's Clozed Tickets for the Last 30 Days

Remedy Service IEH

My Organization's Closed Tickets for the Last 30 Days

4 entries returned - 4 enties matched

« Caze ID+ Requester Summary Category Assigned To Status Auto-cloze Time d
Hame+ | Group+
HD 0000000243287 | Linda Pratt | test test Hardware Metwork | Service Desk | Cloged 7425406 3:16:08
| | Ak
HOO0D0000243293 Linda Pratt 1234232 Appz Telecomm Service Desk | Clozed FL25A06 31826
Abd
HO 0000000243293 Linda Pratt 123 Hardware Service Desk | Clozed 7420406 31368
[Woice/Telecom) | | M
HO 0000000243335 Linda Pratt |test best DECT Service Desk | Clozed 2506 9:16:53
AM
&
4 i3
Refresh | Details

e You can sort any column alphanumerically by clicking on the Column Titles.

My Organization's Closed Tickets for the Last 30 Days

4 entligs [l adl-am e
<A Casze ID+ Requester Summary Category Assigned To Status Auto-close Time
Hame+ Group+
HO000000024 3287 Linda Pratt test fest I E R R RS Tlosed 7/25/06 3.16:08
Aibd
HO 0000000243298 | Linda Pratt 1234232 Appz Telecamm Semvice Desk Cloged F2506 31826
Ak




Viewing a Ticket

e The top portion of the ticket is stationary and always visible and contains information on the
Category, Type, Item, Summary and the Status of the ticket.

R4 Closure Code | [Clear] =l
ﬂ Ezcalated? IN::: =l

j Metwark IDl

Status | Clozed -
Pending | [Clear] ;I

Category  [Apps Telecamm
Type |Ei$u:u:u Warks
Item |S oftware
Summary |'| 234232

N

e You can view additional information about a ticket by clicking on the various tabs. You have
Read-Only access and will not be allowed to modify a ticket.

Status | Cloged =
=

Pending | [Clear]

Category lfi'-.pps Telecomm ﬂ Clozure Code | [Clear] ;l
Type |Ei$u:u:u Woorks j Ezcalated? | Mo ;I
Item |S oftware ﬂ P etwark, IDI

Summary 1234232

——

N

@eral | Activity | Reguester Information | Solutions

Dgee e (HDOOOOODD24 3233
Priority |L|:|w ;l
[drgency |L|:|w ;l

Caze Type | Froblem ;l
Source | Web =

Significant Reporting 7

Syztem Down?
O Yes I Ng

Description [[234232

Attach Label

Attachment 1
Attachment £
Attachment 3

File Name

Max Size

Add| Delete | | Display |

Save to Mgk

Last Activity:

Affected Org

DTS DMy =]

N

Print Ticket | Modily | Clase |




GENERAL TAB

e The General Tab will display fields such as the Ticket Number, Priority and Description. The
Attachment field is for In-house second level staff only, you will not be able to view the file.
The Description field is a copy of the Summary field plus any other additional information that
is available.

General | Activity | Reguester Information | Solutions

{3 e |HDDDDDDDI3243EEIB Case Type |F'n:u|:u|em ;l Significant Reporting €
Priority |L|:|w = Source |'W'e|:u =
Syztem Down?
rgemncy |L|:|w = " Ye: % Mo
Description [{234232 J
Attach Label File Name Max Size

Attachment £
Attachment 3

.-'1'-.|:I|:|| Delete| Displa_l,l| Save to Mgk

Last Activity: Affected Org DTS Dby =]

Print Ticket | Madiy | Clase |




ACTIVITY TAB

The Activity Tab contains the Worklog, Time Spent, Group Assignment and Time information
about the ticket.

General

Activity

Requester Information | Solutions

—Caze Log
Wiork Log

Ewvent Date I
Ewvent Time I

_Time Spent Resolving Case

Time Spert [min] IEI ﬁ Start Time:

J Start Clack Tatal Time Spent [min)

Stop Clack 0

Agzignment
Group+ |Sewic:e Desk ﬂ J
Individual+ | ﬂ J Azzignment Histu:ur_l,ll @
Time Information
Aeiad/ Time [BA0/0E11504PM. | Assigned [E/30/06T1504PM .| Resoved [FADMB31826AM |
Submitted By |Linda Pratt Lastmociiac'ty |Stacy Fong Aachiad Fime |7/10/06 318:31 AM J
Subrnitter Org IDM"v" Created By ILir‘ll:Ia Pratt Create Date |5.-"3|:|.-"EIE 1-15:04 PM J
Fiint Ticket | Madify | Close |
Field Name Description
Worklog The worklog is where entries are made on the status of the ticket. Entries saved in
the worklog are date and time stamped along with the name of the individual making
the entry. Entries in the worklog are permanent and cannot be changed or deleted.
You can view entries in the worklog by clicking on the Diary.
Time Spent This field is used to enter how many minutes the ticket has been worked on.
Resolving Case
Group+ This field is used to select the unit the ticket will be assigned to. If you leave the

field blank, it will automatically send the ticket to the Help Desk for ticket
assignment.

Time Information || The time information is system generated.

Assignment
History

This log is system generated and shows the date and time the ticket was assigned
to each unit. The entries in this log are protected from being changed or deleted.
You can view this log by clicking on the Diary. [X




ACTIVITY TAB (CONTINUED)

« By clicking on the Diary [I¥ you will open the Worklog allowing you to see all entries that
were entered in this ticket. All entries are permanent and can not be changed.

General | Activity | Regquester Information | Solutions

—[Caze Log
“whork, Log

Ewvent Date I
Ewvent Time I

_Time Spent Resolving Case

Tirne Spent [min] ||:| j Start Time J Start Clock. Total Time Spent [min]

Stop Clock 0

Agzighment
M -} Work Log - Microsoft Internet Exp -10| x|
Group+ ISEWI e
Driarny History:
Incividuzts | 7/10/06 9:18:05 AM Stacy Fong o] o
best
Time Information _
o B/30/06 1:15:04 PM Linda Pratt
Az e IE Ermail address: donald. savanti@idis ca.goy J Resolved  [7/10/06 3:18:26 AM J
Submitted By [_ : : Aottiat Time [T/10/06 91831 &M .|
Subrmitter Org ¢ Diary Editor. Create Date [5/30/06 1.15.04 PM | __|
Print Ticket | Modiy | Close |
] 8 Cancel




REQUESTER INFORMATION TAB

e The Requester Information Tab contains contact information about the individual (Caller)
reporting the problem and the name of the individual (Requester) with the problem. By
clicking on the Profile buttons, you can retrieve additional information about the individual.
There are two windows at the bottom of the display, these will show the requester’s assets
and other open cases the requester has submitted.

Genetal | Activity | Requester Information | Solutions
[ Caller Requester
Caller Login Hame+ |Lin|:|a Pratt Login Name+ |Lin|:|a Pratt DrganizatiunlDM"v" ﬂ
Caller Hame+ |Lir'u:|a Pratt J Mame+ |Lir'u:|a Pratt J Region I j
Caller Phone [316-657-7268 Phane [31E-657-7268 Site | |
Office | Department | ﬂ
WIP M = Drivigion | ﬂ
Ay ting Cod
< i Caller Prafile !‘ Reguester Profile > FrauTng Lo I
—FRequester's Open Cazes —Azzety Uzed by Requester
E entriez returned - B entries matched Table has Mot been Loaded
Case ID+ ﬂ IDA“Et Mame Nﬁegal Statuz  Category Tj,lpf:ﬂ
HOOOO0000243278 * CLLIED
HOO00000024.3274
HOO00000024:3235 —
HOO000000243307 Ad x|
A i3 A |
Select &l DeSelect Al Refrash | Report | Details... Refresh Details...

Prink Ticket | Madify | Close |




SOLUTIONS TAB

e The Solutions Tab will display the solution used to resolve or problem as well as other
possible solutions that could pertain to your problem.

General | Activity | Reguester Information | Solutions

—LCunent Case Solution

Summary |test ﬂ J
Details hest J
Root Cause | J R ezolution Method J

Fropoze Solution bo kM anager Lizt Pazsible Saolutions... |

Search External Websites |

Print Ticket | Modify | Clase |




Printing a Ticket

e To print a ticket, click on the Print Ticket button. This will display the entire ticket, including
entries in the Worklog. Click on File and then Print.

J File Edit ‘Yiew Favaorites Tools Help

X
-

Category lfl'«pps Telecomnm j Closure Code | [Clear) =1 Status | Clozed =1
Type |I:isccu Wiharks ﬂ Ezcalated? |N|:u ;I Pending |[I:Iear] ;I
Item |S oftware j M etwark, D I
Summary |1 234232 ﬂ J
General ‘ Activity | Requester Information | Saludtions |
Caller Requester
Caller Login Name+ |Linl:la Fratt Login Mame+ |Linl:|a Fratt DrganizatiunlDMV j
—_— 1 0 . I—
a http:/ /ms-cal-tstrmweb/ arsys/servlet/com.remedy.arsys.reporting.Nah + ILlnda HER J Region j
: [s16e57 7268 Site I hd

| rhdobe - XY - 2]

j[ Search Web | - | Ev 1

I Department I ﬂ

No - =

Drivigion

Ticket # HDOOOOOO0243298
Full Name Linda Pratt
Phone 916-657-7263
Office
Organizationt+ DTS
Region
Site
Department
Division
Description 1234232
Priorvity Low
Urgency Low
Category Apps Telecomm
Type Cisco Works
Item Software
Network ID
Assigned Group Service Deslke
Create Date 2/30/06 1:15:04 P
Resolved Date
Status Closed
Pending

Work Log Stacy Fong 7/10/06 9:18.31
The solution used 15 test

Stacy Fong 7/10/06 9:18:26
tesdt

Stacy Fong 7/10/06 9:18:05
test

inting Code |

— I—.-'-‘xssets |Jzed by Requester

a http:/ /ms-cal-tstrmweb/ arsys/servlet,/ com.re

' Edt ‘Wiew Favorites Tools  Help Sl aluzlaleqantllivne

1
J Qper. .. Chrl+D

[ Edit hd|
Chrl+5 | ]

Details...

Save
Save As...

0243258

Ragaesstup. .

Prink Preview, ..

L

Send r
Import and Export, .,

Propetties
Wiark OFffline
Close

Division
Description 1234232
Priority Low
Urgency Low
Category Apps Telecomimn
Type Cisco Works
Ttem Software

[N
S

( F'rintTm Madify |  Close |
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	Remedy Hybrid Mid-Tier Ticketing System
	These instructions should assist you when logging onto the Remedy Hybrid Mid-Tier Ticketing System.  If you have any problems, please contact the DTS Service Desk at (916) 464-4311 (CALNET 433-4311) or send an email to: DTSHELP@DTS.CA.GOV
	To obtain authorization to use the system, a Request for Service form DTS 098 must be submitted to your Customer Relations Representative.  The section titled "Summary of Request" must include the following information for each person requiring access:  First and Last name, complete telephone number and email address.
	Login Procedure

	You can access the Remedy Hybrid Mid-Tier Ticketing System at: HTTP://SDP.DTS.CA.GOV or at the Department of Technology Services Homepage at: WWW.DTS.CA.GOV , and selecting Customer Resources, Customer Services, and then Service Desk Tickets.  From there you can either log into the Mid-Tier or view the procedures.
	To log into this system, enter your User Name* and Password (Case sensitive) and click on Login.  
	* The first letter of each name must be capitalized, e.g., Joe User.
	You will have Read-Only access.  If you need to update a ticket, please contact the DTS Service Desk. 
	       
	USER OPTIONS

	 The following window will appear with a menu selection to choose from.
	 Click on one of the available selections.
	Submitting a Ticket
	Overview
	 A Service Desk ticket is used to request assistance or to report a problem regarding services provided by the Department of Technology Services.  After providing the requested information and clicking on the Submit button, a ticket is created in the Remedy ARS System and an email message is sent to:  DTSHELP@DTS.CA.GOV  notifying the DTS Service Desk of a ticket submission.
	CREATING A NEW TICKET
	 Select Submit a Service Desk Ticket. 
	         
	         A form will be displayed.  (Several default values will be automatically entered for you. If 
	         These are incorrect, you can type in the correct information.)
	 Each field contains a label that identifies whether it is a required or optional field.   All
	         required fields are BOLD and must be completed before a ticket can be submitted.


	Information can be entered in most fields by typing directly in the box provided; however, some fields provide a drop-down button for your convenience.   A selection must be made from the drop-down menus in the Category, Type, and Item fields.  You cannot type an entry into these three fields. 
	 Click the Submit button to submit the ticket.  You will receive a Submit Successful statement, the entry identification number assigned to the new ticket and a message that the DTS Service Desk has been notified.
	CREATING A NEW TICKET (CONTINUED)
	SEARCH FOR MY OPEN TICKETS   
	 To view your current open tickets, click on the Search for My Open Tickets selection.  A window will be displayed showing all tickets.  All searches will display the total number of tickets found at the top left corner of the window and state which search you are performing.  To view a ticket, highlight the ticket and click on the Details button.


	 
	SEARCH MY ORGANIZATION’S OPEN TICKETS   
	 This will display your Organization’s Open tickets. 
	SEARCH MY ORGANIZATION’S CLOSED TICKETS FOR THE LAST 30 DAYS   
	 
	 This will display your Organization’s tickets that have closed in the last 30 days.  If you need to view tickets that are older than 30 days, call the DTS Service Desk at (916) 464-4311.

	 You can sort any column alphanumerically by clicking on the Column Titles.
	 
	Viewing a Ticket
	 The top portion of the ticket is stationary and always visible and contains information on the Category, Type, Item, Summary and the Status of the ticket.
	 You can view additional information about a ticket by clicking on the various tabs.  You have Read-Only access and will not be allowed to modify a ticket.    
	GENERAL TAB   

	 The General Tab will display fields such as the Ticket Number, Priority and Description.  The Attachment field is for In-house second level staff only, you will not be able to view the file.  The Description field is a copy of the Summary field plus any other additional information that  
	         is available.
	ACTIVITY TAB   

	 The Activity Tab contains the Worklog, Time Spent, Group Assignment and Time information about the ticket.
	Field Name
	Description

	Worklog
	The worklog is where entries are made on the status of the ticket.  Entries saved in the worklog are date and time stamped along with the name of the individual making the entry. Entries in the worklog are permanent and cannot be changed or deleted.    You can view entries in the worklog by clicking on the Diary. 
	Time Spent Resolving Case
	This field is used to enter how many minutes the ticket has been worked on.
	Group+
	This field is used to select the unit the ticket will be assigned to.  If you leave the field blank, it will automatically send the ticket to the Help Desk for ticket assignment.
	Time Information
	The time information is system generated.  
	Assignment History 
	This log is system generated and shows the date and time the ticket was assigned to each unit.  The entries in this log are protected from being changed or deleted.  You can view this log by clicking on the Diary. 
	ACTIVITY TAB (CONTINUED)   

	 By clicking on the Diary       you will open the Worklog allowing you to see all entries that were entered in this ticket.  All entries are permanent and can not be changed.
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